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Knowledge ManagementKnowledge Management

Facilitating access to project/enterpriseFacilitating access to project/enterprise
knowledge over timeknowledge over time

––Natural focus for digital technologyNatural focus for digital technology

––Why so difficult?Why so difficult?



Locating Information in OrganizationsLocating Information in Organizations

••Digital documents are difficult to findDigital documents are difficult to find
–– Adding metadata is an effortAdding metadata is an effort

–– People disagree on labelsPeople disagree on labels

••When found, documents are difficult toWhen found, documents are difficult to
assessassess
–– Explanatory context often in inaccessibleExplanatory context often in inaccessible

email DLsemail DLs

•• So people seek human links to relevantSo people seek human links to relevant
information, as beforeinformation, as before



1990s: Pioneers in Virtual Worlds1990s: Pioneers in Virtual Worlds

Explored online environmentsExplored online environments

•• 2.5 and 3D virtual worlds2.5 and 3D virtual worlds

•• Focus was  on perception,Focus was  on perception,
cognition, usefulnesscognition, usefulness



Early Virtual World ExperimentsEarly Virtual World Experiments





1990s: Pioneers in Virtual Worlds1990s: Pioneers in Virtual Worlds

Explored online environmentsExplored online environments

•• 2.5 and 3D virtual worlds2.5 and 3D virtual worlds

•• Focus was  on perception,Focus was  on perception,
cognition, usefulnesscognition, usefulness

•• Little contribution toLittle contribution to
enterprise KMenterprise KM



•• CollaborativeCollaborative
simulationssimulations

••MultiplayerMultiplayer
online gamesonline games



Today: Settlers in Virtual WorldsToday: Settlers in Virtual Worlds

Making online environments inhabitableMaking online environments inhabitable

•• From cognition andFrom cognition and
performance to emotionperformance to emotion
and engagementand engagement

•• Digital photos, tagging,Digital photos, tagging,
blogs, searchblogs, search



••New technologiesNew technologies
–– IM and text messagingIM and text messaging

–– TaggingTagging

–– WeblogsWeblogs

••New BehaviorsNew Behaviors
–– Multi-taskingMulti-tasking

–– Multimedia authoringMultimedia authoring

–– Search-and-browseSearch-and-browse

•• Parallels the generation that brought email andParallels the generation that brought email and
word processing into organizationsword processing into organizations

Next Generation to Enter OrganizationsNext Generation to Enter Organizations



Email in 1985Email in 1985
•• Used mostly by studentsUsed mostly by students

–– Used by everyoneUsed by everyone

•• Access limited to friendsAccess limited to friends
–– Accessible to everyoneAccessible to everyone

•• Clients not interoperableClients not interoperable
–– Complete interoperabilityComplete interoperability

•• Conversations ephemeralConversations ephemeral
–– Conversations savedConversations saved

•• Chosen for informalityChosen for informality
–– Became the formal optionBecame the formal option

•• Organizational distrust:Organizational distrust:
Chit-chat? ROI?Chit-chat? ROI?
–– Mission-critical technologyMission-critical technology

IM in 2005IM in 2005
•• Used mostly by studentsUsed mostly by students

–– Use spreading rapidlyUse spreading rapidly

•• Access limited to friendsAccess limited to friends
–– Pressure to remove limitsPressure to remove limits

•• Clients not interoperableClients not interoperable
–– Pressure for interoperabilityPressure for interoperability

•• Conversations ephemeralConversations ephemeral
–– Recording is more commonRecording is more common

•• Chosen for informalityChosen for informality
–– Becoming more formalBecoming more formal

•• Organizational distrust:Organizational distrust:
Chit-chat? ROI?Chit-chat? ROI?
–– Will be mission-critical!Will be mission-critical!

is evolvingand today

A Tale of Two TechnologiesA Tale of Two Technologies





Locating Information in OrganizationsLocating Information in Organizations

••Digital documents are difficult to findDigital documents are difficult to find
–– Adding metadata is an effortAdding metadata is an effort

–– People disagree on labelsPeople disagree on labels

••When found, documents are difficult toWhen found, documents are difficult to
assessassess
–– Explanatory context often in inaccessibleExplanatory context often in inaccessible

email DLsemail DLs

•• So people seek human links to relevantSo people seek human links to relevant
information, as beforeinformation, as before



TaggingTagging

•• User-generatedUser-generated
metadatametadata

•• Very lightweightVery lightweight

•• Immediately visibleImmediately visible
to othersto others



•• User-generatedUser-generated
metadatametadata

•• Very lightweightVery lightweight

•• Immediately visibleImmediately visible
to othersto others

TaggingTagging























•• User-generatedUser-generated
metadatametadata

•• Very lightweightVery lightweight

•• Immediately visibleImmediately visible
to othersto others

•• Question: How farQuestion: How far
can a bottom-upcan a bottom-up
approach go?approach go?

TaggingTagging









Locating Information in OrganizationsLocating Information in Organizations

•Digital documents are difficult to find
– Adding metadata is an effort

– People disagree on labels

••When found, documents are difficult toWhen found, documents are difficult to
assessassess
–– Explanatory context often in inaccessibleExplanatory context often in inaccessible

email DLsemail DLs

• So people seek human links to relevant
information, as before



•• Frequently-updated website composed of postedFrequently-updated website composed of posted
entries in reverse-chronological orderentries in reverse-chronological order

Weblogs (Blogs)Weblogs (Blogs)







•• Frequently-updated website composed of postedFrequently-updated website composed of posted
entries in reverse-chronological orderentries in reverse-chronological order

•• ‘‘Single voiceSingle voice’’ even when multiple authors even when multiple authors
•• The most recent is the most interestingThe most recent is the most interesting
•• Fostering discussion (on or off the blog)Fostering discussion (on or off the blog)
–– Distribution/notification is fast, easy, flexibleDistribution/notification is fast, easy, flexible
–– Discussion through commentsDiscussion through comments
–– Blogs and posts often link to other blogs and postsBlogs and posts often link to other blogs and posts
–– Inbound links (Inbound links (trackbacktrackback))

••Authorship, audience, topics, and media varyAuthorship, audience, topics, and media vary

Weblogs (Blogs)Weblogs (Blogs)



Web UI

Client
App

Blog
Server

Web
Browser

Aggre-
gator

rss

weblogs
.com

Google
Technorati
Daypop

etc.

Blog
Server

Robert Scoble’s
“Five Pillars of
Conversational

Software”1. Easy to publish

2. Discoverable

3. Reveal
social
patterns

4. Permalinks 5. Syndication

How Blogs WorkHow Blogs Work

Thanks to Gina Venolia



•• Categories of most blogs todayCategories of most blogs today
1.1. Public personal interactive diariesPublic personal interactive diaries
2.2. ‘‘A-listA-list’’  bloggersbloggers on politics, technology, events, cool on politics, technology, events, cool

stuffstuff

•• Corporate use progressionCorporate use progression
–– Incoming: rapid access to event coverageIncoming: rapid access to event coverage
–– Incoming: invaluable insight into comments on yourIncoming: invaluable insight into comments on your

productsproducts
3.3.  Outgoing: tremendous (though risky) ability to put  Outgoing: tremendous (though risky) ability to put

human face on your enterprisehuman face on your enterprise
4.4.  Internal (prediction): a knowledge management  Internal (prediction): a knowledge management

technique that mirrors the outgoing benefittechnique that mirrors the outgoing benefit

Blogs in the WorkplaceBlogs in the Workplace



Document Repositories (e.g. Sharepoint)Document Repositories (e.g. Sharepoint)

•• Useful but oftenUseful but often
ambiguousambiguous

•• Emailed explanationsEmailed explanations
not available laternot available later

•• Email DLs containEmail DLs contain
extraneous discussionextraneous discussion

•• Commenting code,Commenting code,
read me file analogiesread me file analogies



Project BlogProject Blog

•• Document repository + blog or blog featuresDocument repository + blog or blog features

•• Blog links to repositoryBlog links to repository

•• Blog entries briefly describe documents,Blog entries briefly describe documents,
reminders, status, etc. reminders, status, etc. –– a single voice a single voice

•• Discussions, debates carried out in email DL;Discussions, debates carried out in email DL;
when worth preserving is captured and put inwhen worth preserving is captured and put in
repository with blog entry descriptionrepository with blog entry description

•• It is easier to blog a comment than to email it!It is easier to blog a comment than to email it!







Chronological & Other StructuresChronological & Other Structures

••Why chronological sequencing is goodWhy chronological sequencing is good
–– Highly familiar, we can reason about itHighly familiar, we can reason about it
–– Facilitates skimmingFacilitates skimming

••What about structured information?What about structured information?
–– Prized by managersPrized by managers
–– Can be created and placed in document repositoryCan be created and placed in document repository

••Mergers of blog, repository features likelyMergers of blog, repository features likely
•• For other purposes, wikis are appropriateFor other purposes, wikis are appropriate
–– Require more top-down managementRequire more top-down management





Locating Information in OrganizationsLocating Information in Organizations

•Digital documents are difficult to find
– Adding metadata is an effort

– People disagree on labels

•When found, documents are difficult to
assess
– Explanatory context often in inaccessible

email DLs

•• So people seek human links to relevantSo people seek human links to relevant
information, as beforeinformation, as before



Expertise Location IsnExpertise Location Isn’’t The Answert The Answer

•• Incentives and social processes are tooIncentives and social processes are too
complexcomplex

•• Search technology is advancingSearch technology is advancing
dramaticallydramatically

•• (Exercise: search for < Shirky ontology overrated >)(Exercise: search for < Shirky ontology overrated >)



ConclusionsConclusions

•• Lightweight, social tools or features thatLightweight, social tools or features that
make information highly visible expandmake information highly visible expand
possibilities for KM supportpossibilities for KM support

•• Emerging rapidly, as students enter theEmerging rapidly, as students enter the
workforce will flourishworkforce will flourish

•• Social practices and technology neededSocial practices and technology needed

••Unresolved questions re: limits to bottom-Unresolved questions re: limits to bottom-
up organizationup organization
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